Purpose. At the present stage of development of Ukraine's economy, passenger traffic service quality management of railway enterprises became one of the main tasks to ensure their efficient operation. In terms of railway reforms and increased competition in the transport market, the discrepancies between the technological level of traffic and the growing needs of society and the quality standards of transport services, the priority is the establishment of quality management system for passenger traffic services in rail transport. This question should be considered in the paper. Methodology. To achieve this goal and ensure a high quality level of passenger traffic services in rail transport, which involves a combination of approaches to the position of consumers (determination of their satisfaction) and railway enterprises (measurement of results and formation processes of service quality), the paper proposed a passenger traffic service quality management system. The proposed methodical approach to formation of the passenger traffic service quality management system in rail transport implements a principally new scheme of interaction of elements during provision of services, where the inter-related resources (human, material, financial, information), means, instruments and processes result in creation of quality transport service. Findings. The efficiency of the passenger traffic service quality management system allows detecting the dynamic of improvement of the services provided by the railway enterprises and building the system which is self-learning on the principles of continuous improvement. The paper grounded new principles of the passenger traffic quality management, which were formed on the basis of general management principles, quality management principles and railway transport management principles. Originality. The work presents the developed passenger traffic service quality management system targeted to meet the expectations of passengers from transport process while taking into account the economic interests of railway enterprises. The basis of this system is conceptual principles, namely, goal, objectives, subject, object, principles, functions and practical recommendations, which generally determine the relationship of the basic elements of the passenger traffic service quality management in rail transport. Practical value. The practical value of the obtained by the author results is that their implementation will enable railway enterprises to forecast the improvement of service quality level, taking into account their specific features and create solutions for control and regulation of processes and passenger traffic service quality effects. The theoretical and methodological provisions may be used in the formation, operation and improvement of the quality management system for passenger traffic services in rail transport.
Introduction
Passenger rail traffic has traditionally played great importance at every stage of development of Ukraine, both in the days of centralized management and at the stage of transition to the market management.
Much larger percentage of the population uses the services of passenger rail traffic rather than the freight transport services; therefore, it is the state of passenger traffic complex that forms the image of the country's rail system in the society.
The current situation in the Ukrainian railway transport sector is characterized by significant dynamic changes. The present transformation sets for the railway the new complicated tasks -not only to ensure provision of transportation to the economy and population, but also to form a new, competitive segment of the railway business both in suburban and long-distance passenger transport sector, able to interact effectively with all stakeholders of the transportation process, continuously improve the quality of their work, despite the tariff restrictions and increased competitive pressure from other forms of passenger transport.
Improvement of passenger traffic service quality today and in the future is the basis for attracting passengers to rail transport and improve profitability regardless of ownership and the nature of the operation of passenger businesses. If previously the main indicator of passenger traffic railway enterprises was a passenger-kilometer, today, the senior managers face the task of raising revenues through the highest quality services to meet the demand.
Purpose
The purpose of this article is feasibility evaluation of existing theoretical principles and guidelines and development of the new ones for establishment of the quality management system for passenger traffic services in rail transport.
Methodology
To achieve this goal and ensure a high quality level of passenger traffic services in rail transport, which involves a combination of approaches to the position of consumers (determination of their satisfaction) and railway enterprises (measurement of results and formation processes of service quality), the paper proposed a passenger traffic service quality management system.
The proposed methodical approach to formation of the passenger traffic service quality management system on railway transport implements a principally new scheme of interaction of elements during provision of services, where the inter-related resources (human, material, financial, information), means, instruments and processes result in creation of quality transport service.
The main provisions of the theoretical foundations of quality management services are presented in scientific works of domestic and foreign scholars, including: Aristov O. V., Basovskyi L. Ye., Hisin V. 
Findings
One of the trends in the market of railway transport services is the differentiation of transport services by levels, capacities and needs of consumers, which in its turn necessitates the organization of the quality management system as the basis of efficiency and competitiveness of services provided to meet the requirements of consumers and assess the degree of compliance of this service quality to the requirements.
Therefore, finding ways to attract passengers, improving efficiency and quality of passenger traffic, as well as their management is a key focus of the reforms conducted in rail transport at this time.
The economy of rail transport as a system of production and logistic relationship has its own specificity, which is determined by the complexity of management -the railway sector, which consistently provides basic services of cargo or passenger transportation from point of origin to destination point in compliance with the four principles (accessibility, reliability, convenience, efficiency), and additional services -activities or works that do not affect the performance by rail of its primary function -delivery of cargo or passenger to the destination, but increase customer satisfaction from receiving the service (e.g., providing information, telephone service, selling tickets via the Internet or telephone, carrier service for passenger traffic, etc.). We propose a functional scheme of the provision of passenger traffic rail services, elements of which are marked by the functional feature (Fig. 1) .
The structure of the main rail service includes not only the physical transportation of passengers, but also some other operations that normally belong to the service, and their availability and high performance are not considered mandatory, but merely desirable to improve the image.
At the present stage of development of Ukraine's economy, passenger traffic service quality management of railway enterprises became one of the main tasks to ensure their efficient operation. The need to improve the quality in modern conditions is dictated by several factors: changes in legislation, needs of scientific and technological progress, requirements of consumers, development The first stage corresponds to the initial stages of system approach to management, when the first management system, F. Taylor system appeared. To ensure the successful functioning of a management company the first professional specialists in quality, inspectors, were introduced. There was a system of staff motivation to improve the work quality, there were requirements laid down in the technical specification (TS), implementation of which was checked at the acceptance inspection. All properties of the Taylor system made it a management system of the quality of each individual product. The Taylor system played an important role in enhancing the productivity and quality of products or services provided. The disadvantage of the Taylor system is that it is functionally oriented, and therefore internally contradictory. Due to the fact that every employee performs only the functions determined for him, performs only his work, the defects, the deviations from the requirements, the incompliance of the manufactured product or services accumulate. Therefore, the quality of products or services is not the way it was planned. End of Table 1 Stages of quality management system development Characteristics of the stages of quality management system development Stage 2. SQCStatistical Quality Control systems The second stage of development of quality management systems was associated with the transition to process-oriented management, in which the subject of administrative actions became the qualitative parameters of production processes. During this period, the methods of statistical quality control were being actively developed; the sampling control tools were being shaped. Designers, technologists and production workers had to solve more complicated tasks in the field of quality, because they constantly faced the problems of variation and variability and had to know what methods would allow achieving their reduction. In the chain «supplier-company-consumer» the greater role was played by standardized methods of statistical acceptance inspection.
Stage 3. TQC -Total Quality Control system (1950-1980)
The third stage is associated with the advent of total quality control system -TQC. At this stage, there were documented quality systems that establish accountability and authority, and determined engagement in the field of quality of all the management, not just quality specialists. Increasing attention was paid to staff training. In this period the systems and methods that had been developed in the Soviet Union acquired great importance.
Stage 4. TQM -Total Quality Management system (1980-1990)
The fourth stage is connected with transfer from TQC system to the system of total quality management (TQM). At this time, there appeared a series of new international standards for quality systems, including ISO 9000 standards and MC 9000. The main target orientation of the quality system that is based on ISO 9000standards is to ensure the quality of products or services required by customer and to present the latter the evidence that the enterprise can maintain this quality. TQM The fifth stage of the quality management system began in the 90s of the twentieth century. Due to the fact that enterprises in carrying out their operation began increasingly to consider the interests of society, there appeared a new generation of quality standards ISO 14000 establishing requirements for the management system in terms of environmental protection and safety. As a result of these processes significantly increased the role of consumer quality parameters, and significantly strengthened the attention of management for companies and organizations to meet the needs of their own staff.
Stage 6. TQM and MBT (since 2000 till now)
ISO 9000 standards are being developed and updated. The development of quality management in view of industrial enterprise features through the development and application of specialized national and international standards of quality system creation. A large range of products, wider service offerings enable consumers' choice that is becoming more demanding in their tastes, which in turn leads to deepening of competition between manufacturers and to new approaches to meet the growing needs and expectations, and improved quality methods. Table 1 , it can be seen that each stage begins with the introduction of a systematic approach to quality management. Development of quality management system includes first the determination of what processes and structures should be included in the quality system and what functions they must perform in order to ensure the required quality of service, and then the development of the necessary regulations to carry out these functions.
Service quality management system is a set of organizational structures, methods, principles, instruments and incentives for installing, maintaining and, where necessary, improving the quality of services. Quality management system at railway transport is guaranteed by organizational, legal, economic and social subsystems that carry out complex of measures aimed at ensuring the operation effectiveness and satisfaction of passengers' transportation requirements.
The organizational subsystem is a combination of organizational structure of passenger traffic service quality management, organization of production and labour, technical and technological service delivery, quality management system and operator's policy in the field of passenger traffic service quality. The legal subsystem provides for state regulation of the quality of services of passenger transportation, regulations governing the formation and determination of quality, legal, information and metrological support. The economic subsystem includes: passenger traffic services pricing, quality cost management and risk management, provision of universal services in terms of passenger traffic in the conditions of state pricing, availability of passenger traffic service quality management model, etc. The social subsystem introduces workers to control quality passenger transport services, motivation of workers in accordance with the performance standards of quality and social protection system.
The organization of works in service quality management in rail transport provides for a service quality assurance system and the necessary measures to ensure its effective functioning.
We believe that to create a quality management system for passenger traffic services, you must specify: management entity, object of management and the mechanism of service quality control, i.e. the process of influence of the entity on the object. Thus, the management entity is the basis of quality system -quality service at a railway enterprise (administrative staff, drivers of trains, personnel of services and internal training and control services), the responsibility of which is to achieve and maintain a specified level of quality service. The object of management is the process of providing the service, during which the quality is formed under the influence of management entity.
The goal of management is to ensure the established standards of service quality taking into account the economic interests of passengers and railway enterprises. When determining the management goal, it is necessary to specify a set of service features and the required level of its quality, and to find out whether they meet the needs of passengers. Then it is necessary to ensure the achievement of this goal at an acceptable level of cost and profitability for a railway enterprise and affordability of service tariff to a passenger.
Satisfaction of a passenger during transportation can be achieved only with the harmony between the responsibility of the management, personnel and material resources of railway enterprises and structure of the quality system.
The managerial authority of rail transport is responsible for policy in the field of service quality and passenger satisfaction. Implementation of the policy depends on how well the management ensure development and effective operation of the quality management system.
The railway enterprise's policy in the field of quality defines the goals, objectives and principles of its activities, and its senior management commitment to quality.
The managerial authority of railway enterprises should develop and document the quality policy taking into account: class of services provided; tasks in the field of service quality; methods of implementation of tasks in the field of service quality; the role of personnel responsible for the implementation of the service quality policy.
Implementation of enterprise's policy in the area of service quality requires that when setting the tasks, the following basic goals were determined: -Passenger satisfaction by continuously improved quality of services, ensured compliance with legal requirements; -Continued compliance with the requirements and increased efficiency of the quality management system and its processes on the basis of decisions and actions based on analysis of actual data, operation and results of the monitoring and measurement of services, processes and quality management system as a whole; -Continuous improvement of the processes cthat ensure provision of the services with best indicators of passenger satisfaction; -Constant interaction with major operators on quality;
-Technical re-equipment through the use of modern technology and equipment and improvement on this basis of the quality of services; -Rise of material interest and continuous improvement of social conditions of employees.
Based on the main goals the railway enterprise should formulate a set of the following tasks and measures in the field of quality:
-Increased revenues from passenger service and provision of quality services; -Marketing research of population demand for transportation services based on surveys, questionnaires, statistics; -Creation of an expanded network of service centres; -Licensing, standardization and certification of services in transport; -Creation of automated information system network for reservation and sale of main and additional transport services; -Economic feasibility study of fare for seats in certain types of cars and maintenance services; -Registration of applications for basic and additional services in person, by phone, email, the Internet, visit to a home or business;
-Ensuring completeness and timeliness of settlements between a passenger and a railway enterprise;
-Ensuring technical and technological training of passenger rolling stock to travel; -Information service for passengers on transport services, tariffs and prices; -Collection and analysis of information on the quality of passenger service and quality of sold services, own and those of competitors; -Improvement of existing and introduction of new of services on the basis of supply and demand; -Ensuring strict compliance of services provided to passengers with international standards and requirements of customers; -Training of highly qualified staff.
To perform the quality tasks by railway enterprises it is advisable to propose the structure of the quality management system, allowing for all stages of the provision of services to implement effective management of the service quality, to measure and improve it.
When forming the passenger traffic service quality management system one must take into account a number of principles (Fig. 2): 1. Technological principle. High quality of passenger transport services requires high technological performance of services by professionally trained personnel. This principle is realized through direct interaction if rail structures: passenger companies, stations, various urban transport services, catering services, as well as with the mode of operation of hotels, cafes, restaurants, museums, exhibitions and other organizations.
2. Economic principle. Provides break-even operation and full cost recovery of fixed corporate service departments. To implement this principle, it is important to determine the correct price and amount of services to be sold, which will allow achieving the balance of income and expenditure.
3. Marketing principle. The basic principle of market orientation of service must be targeted, high-quality, timely and reflect the desires and needs of passengers. The workers of production departments need to master the art of passenger service, continuously improve the technology of service, reduce cost, accelerate service without reducing quality, and value their customers.
4. Logistic principle. It is a safe «door to door» carriage of passengers in the shortest possible time with maximum comfort which provides a full range of services throughout the chain, from the onset wish to travel to journey completion. Travel arrangements can be divided into several parts or operations: purchase of a ticket, the trip from place of residence to the station and delivery of luggage, travel by train and the trip from the station to the destination (business travel, vacation, treatment). All of the operations are inter-connected for a passenger and independent for the service railway structures, they run separately and are not combined in a single service cycle, require a lot of consumption of time, effort and energy of the passengers. As a result, the journey instead of satisfaction of a passenger leaves a negative impression. Logistics service approach provides a full set of services that remove these problems from passengers, both in suburban and distant traffic.
5. Hospitality principle. Ways and quality of service should be the same for all paying customers. Understanding of passenger's needs, desire to serve him/her as a dear guest, to help and assist attracts customers because the well-served customer is a kind of «living ads» among his/her friends, co-workers and creates a positive image.
Satisfaction of passengers with traffic can be achieved only with the harmony between the responsibility of the management, personnel and material resources of railway enterprises and structure of the quality system.
Rail transport operation should be assessed from the standpoint of meeting the needs of pas-sengers, because they are not interested either in the rate of empty mileage or performance of the locomotive.
The process of passenger traffic service quality management includes fulfilment of the following functions:
-Forecasting. Analysis of trends in passenger traffic service quality of the railway enterprises; analysis of services in the present; identification of the main patterns of quality and extrapolation of trends; -Planning. Identification of targets in the field of service quality; determination of the resources (human, material, financial, information) and the means by which it is possible to achieve the set targets of quality improvement; -Organization. Streamlining of the object of management, identification of all components of service quality; creation of a single informationmeasuring system; -Coordination. Solving of current issues and coordination of on-going activities to build passenger traffic service quality; -Motivation. Development and taking the appropriate decisions that encourage staff to activities for ensuring quality performance of certain objectives of railway enterprises.
-Regulation. Taking operational decisions and their implementation in order to eliminate the deviations discovered as a result of service quality control; forming of methods for integrated assessment of passenger traffic service quality at the railway enterprises on the basis of adaptation of differentiated methods for assessing the quality of services; -Control. Revealing the deviations from the planned passenger traffic service quality management processes; identifying the need to assess the quality of services (analysis, accounting, performance monitoring, questioning of users).
The passenger traffic service quality management system of railway enterprises is structurally considered as a set of managing and managed subsystems (entity and object of management) (Fig. 3, 4) . The managing subsystem is presented in the form of relationship of two management cyclesAdvanced (functions related to the development and mainstreaming of effective passenger traffic service quality management system of railway enterprises) and Elementary (management of quality of certain types of service providing processes) [1, p. 7] .
The service quality management system covers all stages of the life cycle of passenger rail transport services: marketing and transport service market research, analysis of requirements to quality of services, planning and forecasting of services, service provision, service control and quality assessment process, passenger satisfaction study process.
The functions of passenger traffic service quality management by railway enterprises is divided into three main blocks: determining (D) -forecasting and planning functions; rendering (R) -organization, coordination, control, motivation functions; information-control (I) -control function (Fig. 3, 4) [1, p. 7] . -Analysis of quality elements and their relationships as a part of a common set of services provided to passengers, including the basic service -carriage and maintenance services;
-Analysis of quality parameters for each separate service;
-Calculation and analysis of the average quality indicators;
-Comparing the quality from the position of a carrier and that of a passenger; -Analysis of the «structural inclusion» of the quality of works into the quality of services and further -into the quality of the enterprise [3] .
The quality tools include various methods and techniques for the collection, processing and presentation of quantitative and qualitative data of the passenger traffic services of the railway enterprises. All quality tools can be grouped by purposes of their use:
-Quality control tools. Without control one cannot control the quality and increase it. Most of the control tools are based on the methods of mathematical statistics; -Quality management tools. The methods that basically use quality indicators of service, they can organize the information, structure it in accordance with certain logic rules and use it to make grounded management decisions;
-Quality analysis tools. The methods used to optimize and improve services; -Quality design tools. The methods used to create services that realize maximum value for the consumer.
Within the quality management system it is necessary to develop the methodological approaches that establish requirements for the provision of service-related processes, including three basic processes (marketing, design and provision of services), operating in the «quality loop» (Fig. 6) .
Source: generalized and systematized based on [9, p. 11] Fig. 6 . «Quality loop» of passenger traffic services of railway enterprises
The passenger traffic service quality management system of railway enterprises is an integral part of the rail transport management in general and operated simultaneously with this system. Interaction of quality system covers all stages of the «quality loop» from the study of variable demand for rail services to the final meeting of requirements of regulations or passengers' requirements to the quality.
Relationship of rail transport services with passengers and with all facilities that ensure the solution of service quality management tasks is realized with the help of «quality loop».
Analysis of capabilities to meet the requirements of passengers on the basis of available resources is conducted during the railway services market research. The result of the analysis of railway services market research is planning of works and resources necessary for their implementation, determination of activities of the railway enterprises.
The overall planning of quality assurance works is made during development of a comprehensive quality program, which shall contain the following sections: goals and objectives of railway enterprises for the next period; list and terms of measures, including the timing and volume of internal audits; specific assignment of responsibilities and powers of the staff of railway enterprises to implement the planned activities; plan of equipment upgrading or retrofitting; plan of staff training (advanced vocational training) (including the quality department staff); methodology for assessing the goal of the program; correction procedure of the program in case of non-compliance; plan of financing the quality assurance works.
Implementation of documentary provision of the selected activities is conducted when developing the passenger service provision and quality assurance processes (formation of the basic requirements for the provision of services by railway enterprises; development and documentation of passenger service procedures by railway enterprises; elaboration of service quality management system documents).
The documentation of service quality management system of railway enterprises is designed to ensure the unity and permanent understanding of the quality assurance goals and objectives, processes and procedures. It provides an opportunity for an objective assessment of the quality system, allow solving the emerging controversial issues regarding quality.
The documentation of quality management system ensures the assignment of duties and responsibilities of management and executors on general quality management, establishes the procedure for interaction while fulfilling the functions and solving problems to ensure the quality of rail services.
Implementation of service provision covers the full range of processes for organization and provision of rail services; it can be subjected to additional controls at any stage of works both by the quality service of railway enterprises and by the public authorities. On the basis of analysis of the requirements for work quality and performed services one forms the corrective and preventive measures, which close the cycle (general feedback) of service provision by the railway enterprises.
Originality and practical value
The work presented the developed passenger traffic service quality management system targeted to meet the expectations of passenger from transport process while taking into account the economic interests of railway enterprises. The basis of this system is conceptual principles, namely, goal, objectives, subject, object, principles, functions and practical recommendations, which generally determine the relationship of the basic elements of the passenger traffic service quality management in rail transport. The practical value of the obtained results is that their implementation will enable railway enterprises to forecast the improvement of service quality level, taking into account their specific features and create solutions for control and regulation of processes and passenger traffic service quality effects. The theoretical and methodological provisions may be used in the formation, operation and improvement of the quality management system for passenger traffic services in rail transport.
Conclusions
For effective operation of rail transport, it is necessary not only to have different resources but also to develop the processes for provision of quality services and mechanisms of their interaction. So this shows the need to build a special system for quality management, which is a set of organizational structure, distribution of authority and responsibilities, methods and resources required to establish, maintain and improve the quality of services of passenger rail transport.
Therefore, railway enterprises should always strive for the highest possible satisfaction of passengers' desires, expansion of variety of services, increase in volume of work, improvement of economic performance, increased goodwill by providing quality services on time and at competitive prices.
